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I .  INTRODUCTION 


Keep  in  mind:  nothing  is  one  hundred  percent;  there  is  no  single 
answer  to  all  safety  problems;  no  two  situations  will  ever  be 
exactly  the  same,  and  no  single  set  of  procedures  or  techniques 
will  always  be  effective.  During  this  class  we  will  demonstrate 
some  of  the  options  which  are  proven  to  work  and  will  work  for 
most  DOR/CSE  employees,  in  most  situations,  most  of  the  time. 
Your  ability  to  adapt  to  the  circumstances  can  lessen  the  chances 
of  an  assault  and  could  improve  your  ability  to  successfully  deal 
with  an  attempted  or  actual  assault. 

Before  the  objectives  and  goals  of  this  seminar  are  reviewed, 
there  will  be  a  videotape  shown  concerning  the  murders  of  the  four 
CSE  employees  on  October  15,  1992,  in  Watkins  Glen,  New  York. 
This  tape  was  provided  by  the  news  program  "Inside  Edition"  and  it 
is  being  used  not  to  frighten  anyone,  but  as  an  awareness  tool  for 
this  seminar. 
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DOR/CSE  EMPLOYEE  SAFETY  AND  THREAT /ASSAULT  AWARENESS  SEMINAR 


OBJECTIVES 

This  training  is  designed  to  explain  circumstances  which  can  lead 
to  acts  of  aggression  against  you,  as  a  DOR/CSE  employee,  while 
performing  official  duties  for  the  Commonwealth. 

As  a  participant  you  will  become  familiar  with  practical  safety 
techniques  that  can  be  used  to  avoid  acts  of  aggression  before 
they  start.  The  course  will  help  you  to  develop  defensive 
strategies  for  your  personal  protection. 

Your  participation  will  include  case  scenarios  to  increase  your 
awareness  to  potential  problems  and  mentally  prepare  you  to  handle 
stressful  situations. 

The  first  part  of  the  seminar  will  explain  the  different  types  of 
threats  and  the  procedures  on  reporting  threats  to  the  Office  of 
Internal  Affairs,  and  when  warranted,  the  local  law  enforcement 
agency . 


GOAL 


The  goal  in  this  class  is  to  give  you  an  increased  awareness  of 
safety  techniques  and  tactics.  The  topics  will  aid  you  in  your 
preparation,  planning  and  reaction  to  a  threat/assault. 
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II.     THREAT/ASSAULT  INVESTIGATION  REPORTING  PROCEDURES 


All  threat/assault  cases  will  be  given  a  high  priority  and  will 
receive  expeditious  handling  in  all  instances  as  the  physical/ 
psychological,  and  emotional  well-being  of  all  DOR/CSE  employees 
is  of  paramount  concern  to  the  Department  of  Revenue. 


Employee  Reporting  Guidelines 


All  employees  are  to  report  all  incidents  involving  threats  or 
assaults  immediately  after  they  occur  directly  to  Internal  Affairs 
(at  727-8662) ,  and  when  applicable,  also  to  the  nearest  law 
enforcement  authority.  After  reporting  a  threat/assault,  the 
employee  should  commence  preparing  notes  concerning  the  incident 
if  he/she  has  not  already  done  so.  These  notes  are  to  include  the 
following  information: 

(a)  Nature  of  the  incident  which  includes  information  about 
the  employee's  assignments   (if  case  related). 

(b)  Name  and  description  of  the  instigator,  including  date 
of  birth,  Social  Security  number,  address,  place  of 
employment,  and  any  other  pertinent  information  concerning 
the  instigator. 

(c)  Description  of  the  incident,  including  time,  location, 
witnesses,  weapons  shown  or  used,  and  any  other  pertinent 
information  concerning  the  incident. 

Remember  it  is  very  important  for  the  Inspector' s  safety  to  know 
as  much  as  possible  about  the  subject  who  threatened  or  assaulted 
the  employee.  With  this  background  information  the  investigation 
can  be  conducted  in  a  manner  which  provides  the  greatest  safety 
for  the  investigating  Inspector. 

Employee  Procedural  Guidelines 


(A)  "Imminent  Danger" 

(1)  If  upon  receipt  of  a  threat  where  there  appears  to  be 
"Imminent  Danger",  the  employee  should  report  the  incident  or 
danger  to  the  nearest  law  enforcement  authority  in  order  to 
obtain  immediate  assistance  and/or  protection. 

(B)  "Serious  Threat  or  Assault" 

(1)  A  serious  threat  can  be  any  remark,  gesture  with  an 
instrument,     weapon,   or     fist  directed    by  a     subject  to  the 
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employee  or  third  party    (coworker,   businessman,  neighbor, 
etc.)   concerning  the  employee.     This  type  of  threat  should  be 
reported  immediately  to  the  nearest  law  enforcement  authority 
and  to  Internal  affairs. 


(2)  When  an  actual  physical  assault  has  been  made  against 
the  employee,  this  incident  should  be  reported  immediately  to 
the  nearest  law  enforcement  authority  and  to  Internal 
Affairs. 


(C)     "Veiled  Threat" 


(1)  A  veiled  threat  can  be  any  remark  directed  at  the 
employee  or  made  indirectly  to  another  person  which  would 
tend  to  indicate  that  a  subject  might  consider  an  overt 
action  against  an  employee,  i.e.,  "If  I  knew  who  seized  my 
paycheck,  I'd  make  it  uncomfortable  for  him."  "If  anyone 
ever  comes  to  my  home  again  he  will  be  sorry." 

(2)  Veiled  threats  should  be  immediately  reported  to 
Internal  Affairs. 


(3)     If    an  employee     cannot     determine  as  to  ether  or  not 

they  have  received  a  serious  or  veiled     .reat,  ey  should  in 

addition  to  reporting  it  to  Internal  Ai . airs,  r  ort  it  again 
to  the  nearest  law  enforcement  authority. 


(D)     Prosecution  of  Instigator 


(1)  Once  a  thorough  investigation  has  been  conducted  and  it 
has  been  determined  that  a  -hreat/assault  has  ^urred,  it  is 
incumbent  upon  the  comp  fining  or  reporti  employe^  to 
cooperate  in  the  prosecution  of  the  instig  ,  up  t  -nd 
including  testimony  in  any  court  or  hear-  .gs .  If  the 
employee  declines  to  prosecute,  it  is  Internal  Affair's 
policy  to  interview  the  offender  so  that  he/she  is  made  aware 
of  the  possible  serious  consequences  of  his/her  actions. 
This  interview  of  the  offender  should  be  made  as  soon  as 
possible  after  the  offense  has  occurred,  and  the  declination 
of  prosecution  has  been  made.  The  Investigating 
Inspector  should  be  accompanied  by  a  local  law  enforcement 
officer  when  conducting  these  interviews. 


Internal  Affairs  Procedural  Requirements 


(A)     There    are  several  requirements  placed  on  Internal  Affairs  in 
a  threat  or  assault  case. 

(1)  _  If  Internal  Affairs  judges  the  threat  to  be  serious,  the 
assigned  Inspector  will  respond  as  soon  as  possible. 
Internal    Affairs    will     contact    the    employee     and  his/her 
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supervisor  immediately  and  advise  them  that  Internal  Affairs 
is  conducting  an  investigation  into  the  matter. 


(2)  Internal  Affairs  is  required  to  complete  its 
investigation  as  soon  as  possible  after  receiving  the 
complaint . 

(3)  Internal  Affairs  will  also  maintain  communication  and  a 
liaison  with  pertinent  management  officials  during  the  course 
of  the  investigation. 

(4)  Internal  Affairs  may  inform  the  employee  and  management 
officials  that  in  the  best  interest  of  DOR/CSE  no  further 
contact  with  the  instigator  be  made  until  the  incident  is 
thoroughly  investigated.  This  will  preclude  any  claim  of 
harassment  or  provocation.  But  unless  notified  by  Internal 
Affairs,  the  instigator's  case  should  be  handled  in  a  normal 
manner . 
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III.   COLOR  CODING  THREATENING  SITUATIONS 


The  elements  essential  for  true  assault  safety  and  survival 
preparedness  include  the  DOR/CSE  employee's  tactics,  physical  and 
mental  condition.  Statistics  show  that  most  individuals  survive 
assaults.  Certain  government  employees  throughout  the  United 
States  are  trained  to  condition  their  minds  along  with  their 
bodies.  Conditioning  the  mind  prevents  an  individual  from 
freezing  during  a  high  stress  situation.  One  way  of  conditioning 
your  mind  is  to  come  to  grips  with  this  potential.  Develop  your 
own  case  scenario,  imagining  the  worse,  and  walking  yourself 
through  the  scenario  while  constantly  thinking  you  will  survive. 
If  you  are  assaulted  and  you  have  mentally  prepared  yourself  then 
your  mind  will  coordinate  with  your  body.  You  will  take  the 
necessary  actions  which  can  improve  your  chances  to  safely  escape 
an  assault. 

Taking  the  time  to  condition  yourself  mentally  will  enable  you  to 
perceive  and  properly  evaluate  danger  signs.  Your  state  of 
alertness  will  always  be  a  major  factor  in  determining  the  outcome 
of  any  assault  or  aggressive  confrontation. 

Color  coding  has  long  been  used  to  describe  the  need  for 
preparation.  Colors  can  also  be  used  to  describe  the  different 
"states  of  mind"  you,  as  a  DOR/CSE  employee,  will  find  yourself  in 
while  at  work. 

Condition  White; 

While  operating  at  this  level  you  are  totally  unaware  of  what  is 
going  on  around  you.  Your  mind  is  not  on  the  business  at  hand. 
There  is  an  assumption  that  this  is  routine  with  no  possibility  of 
trouble  and  thus,  no  cause  to  get  alarmed  or  be  concerned  with 
safety  precautions. 

Condition  Yellow; 

At  this  level  you  are  relaxed,  but  at  the  same  time  alert  to  any 
potential  danger  signs  which  may  be  present. 

Condition  Orange; 

You  are  alerted  to  trouble.  You  are  analyzing  your  situation  and 
formulating  strategies  to  successfully  resolve  it  or  escape.  At 
this  level  it  is  impossible  for  you  to  be  surprised. 

Condition  Red; 

A  threat  has  occurred  which  demands  instant  reaction.  Your  mind 
narrows-in  on  the  threat  and  you  move  to  react. 
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Condition  Black; 

This  is  a  state  of  panic.  At  this  level,  in  all  probability/  you 
will  freeze  or  become  paralyzed  and  unable  to  react  or  escape. 
Even  worse,  you  may  not  survive  this  encounter. 

It  should  be  noted  that  an  individual  can  only  operate  at 
conditions  orange  and  red  for  short  periods  of  time.  As  a  DOR/CSE 
employee  you  should  normally  be  in  a  condition  yellow  when  dealing 
with  individuals. 
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IV.     ACTS  OF  AGGRESSION 


A.        CIRCUMSTANCES  LEADING  TO  DOR/CSE  EMPLOYEE  ASSAULTS 

There  are  many  circumstances  that  can  lead  to  your  being 
assaulted.  And,  while  many  assaults  are  beyond  your  control/  some 
assaults  can  be  easily  prevented.  Some  of  the  most  common  reasons 
that  may  lead  to  an  act  of  aggression  are: 

(1)  Enforcement  Officer 

Citizens  view  you,  the  DOR/CSE  employee,  as  an  enforcement 
officer.  They  view  DOR/CSE  employees  in  the  same  light  as  a 
deputy  sheriff  serving  papers  or  a  carrier  enforcement 
officer.  Although  you  may  not  wear  a  badge  your  credentials 
still  represent  governmental  power  to  most  people.  Many 
people  despise  law  enforcement  officers  or  anyone 
representing  power. 

(2)  Paying  Taxes  or  Child  Support  Payments  is  Not  Popular 

As  far  back  as  Biblical  times  the  paying  of  imposed  payments 
has  not  been  popular  with  the  majority  of  people. 

(3)  Financial  Situations  Are  Very  Emotional  Situations 
Financial  situations  cause  stress,   anxiety  and  frustration. 

(4)  Drugs  and  Alcohol 

An  increasing  problem  is  that  of  confronting  individuals 
while  they  are  under  the  influence  of  either  drugs  or 
alcohol.  A  person  normally  thought  of  as  cooperative,  while 
under  the  influence  of  either  alcohol  or  drugs,  may  become 
belligerent,  argumentative  and  aggressive.  Look  for  warning 
signs  when  dealing  with  individuals.  An  individual's  odor, 
the  condition  of  the  eyes,  or  an  individual's  movement  or 
actions  can  be  early  signs  of  potential  trouble.  A  person 
under  the  influence  of  alcohol  or  drugs  may  not  be  rational 
and  can  be  very  dangerous.  Keep  in  mind  that  under 
Massachusetts  law,  police  officers  can  place  individuals  in 
protective  custody  if  they  are  under  the  influence  of  either 
drugs  or  alcohol.  You  may  want  to  summons  the  local  police 
if  these  conditions  exist. 

(5)  Person's  Convictions 

Some  individuals  believe  that  paying  taxes  or  child  support 
is  wrong.  This  may  be  their  conviction.  Remember,  if  a 
person  has  this  viewpoint  you  will  not  be  able  to  change 
their  mind  by  logic.  Do  not  engage  in  arguments  concerning 
the  individual's  convictions.     Individuals  who  are  strongly 
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fixed  in  their  viewpoint  may  resort  to  violence,  believing  it 
is  justified. 

(6)  Mentally  Unstable 

You  may  on  occasion  have  to  deal  with  a  mentally  unstable 
individual.  Mood  swings  can  and  may  occur  in  mentally 
unstable  persons.  These  swings  can  lead  to  an  assault.  Be 
aware  that  this  type  of  individual  can  be  very  dangerous  and 
stronger  than  usual. 

(7)  Feeling  Of  No  Recourse 

Many  individuals  with  whom  you  have  contact  may  feel  trapped 
with  no  recourse.  Explain  to  the  individual  their  possible 
remedies  for  correcting  the  problem.  If  at  all  possible,  try 
to  avoid  making  the  individual  feel  trapped  with  no  recourse. 
There  appears  to  be  an  animal  behavior  in  every  human  to 
fight  back  when  feeling  cornered  or  trapped  and  it  pays  to 
remember  that  fact. 

(8)  Dealing  With  Individuals  On  Their  Own  Turf 

The  importance  and  advantage  of  visual  inspection  in 
determining  the  individual's  ability  to  resolve  their 
delinquency,  require  DOR/CSE  employees  to  deal  with 
individuals  on  the  individual's  own  turf.  Experience  has 
shown  that  people  are  generally  more  aggressive  if  they  are 
on  their  own  turf.  Many  times  "workaholics"  feel  their 
business  is  the  most  important  element  in  their  life.  The 
fact  that  you  are  contacting  them  at  their  business  and 
possibly  threatening  to  seize  the  business  is  painful.  Many 
individuals  feel  their  residence,  which  they  have  worked  hard 
to  provide  for  themselves  and  their  family,  is  something  no 
one  is  ever  going  to  take  from  them.  It  is  important  to 
remember  that  the  individual  knows  their  residence  or 
business  much  better  than  you.  They  know  where  all  the 
weapons  and  potential  weapons  are  located. 

(9)  Making  Assumptions 

Do    not  make    assumptions    about  an  individual.  Even  if  the 

individual    has  been  cooperative  in  the  past,  be  alert  to  any 

potential  danger  signs  which  may  be  present.  Never  assume 
anything  and  always  be  prepared. 

(10)  DOR/CSE  Employee  Attitudes 

A  male  DOR/CSE  employee  may  feel  a  female  would  never,  or 
could  never,  assault  him.  It  would  be  a  mistake  on  the  part 
of  the  DOR/CSE  employee  to  make  this  assumption.  A  female 
can,  and  will,  assault  a  male  DOR/CSE  employee  just  as  easily 
as  a  male  will.  If  a  female  should  assault,  do  not  always 
think    you  are  stronger.       Given  the  right     circumstances  you 
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will  not  be  stronger  because  of  size  and  weight.  The  female 
may  have  the  advantage  because  of  an  adrenalin  rush,  (a 
biochemical  condition  that  gives  a  person  greater  strength 
and  agility) .  Also,  there  is  an  increasing  number  of  females 
who  are  participating  in  body  building.  Martial  arts,  and 
other  types  of  self-defense  training  by  females  are  also 
quite  common  these  days.  If  you  are  assaulted  by  a  female, 
do  only  what  is  necessary  to  allow  you  to  escape  just  as  you 
would  with  any  individual . 

A  DOR/CSE  employee  should  never  physically  attempt  to  prove 
themselves  to  either  peers  or  to  an  individual.  This  type  of 
behavior  is  offensive  to  the  individual  and  may  be  countered 
wi^h  an  assault.  If  you  think  an  assault  is  going  to  occur 
01  if  you  are  assaulted,  do  not  try  to  prove  yourself.  Do 
on-y  what  is  necessary  to  allow  you  to  escape  from  the 
situation  at  hand. 

If  you  are  a  newly  hired  DOR/CSE  employee,  do  not  feel  you 
need  to  prove  yourself  to  the  individual,  your  peers  or 
supervisor.  If  a  situation  becomes  dangerous,  get  away.  You 
can  complete  the  job  at  hand  more  safely  at  a  later  time. 
Increase  your  odds  with  more  people  and  more  planning. 

(11)  Communication 

A  DOR/CSE  employee's  verbal  communication  may  cause 
aggressive  behavior  on  the  part  of  an  individual.  Do  not 
enjoy  the  power  which  your  position  holds.  Avoid  talking 
down  to  the  individual.  Always  be  professional  in  your 
communications.  Watch  your  body  language  to  avoid  false 
signals.  Avoid  rolling  your  eyes  or  pointing  your  fingers  at 
the  individual.  You  should  also  avoid  physically  contacting 
the  individual  except  for  a  handshake.  Invading  the 
individual's  normal  body  space  can  cause  agitation. 


B.       PRACTICAL  TECHNIQUES  USED  TO  AVOID  ACTS  OF  AGGRESSION 


( 1 )     Proper  Methods  of  Appr: achin~  Premises  and  Individuals 

Do  not  become  paranoid  but  always  be  prepared  and  aware  of 
your  surroundings . 

(a)  Premises  —  Drive  by  the  location  at  least  once  and 
observe.  Do  not  park  directly  in  front  of  the  individual's 
house  but  park  a  couple  of  houses  down  and  if  possible  leave 
doors  unlocked.  If  in  a  rural  setting  park  your  vehicle  in  a 
manner  that  will  allow  an  easy  escape  if  necessary. 

(b)  Doors  —  Never  approach  or  stand  directly  in  front  of 
doors.  Approach  and  stand  off  to  the  side.  While  at  the 
door  listen  for  unusual  sounds. 
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(c)  Vehicles  —  If  it  is  necessary  to  meet  an  individual  by 
a  vehicle,  use  that  vehicle  to  your  benefit.  Keep  the 
vehicle  and  space  between  you  and  the  individual. 

(d)  Reactionary  Gap  —  The  reactionary  gap  is  the  distance 
between  you  and  an  individual  which  affords  you  more  time  to 
react  to  a  physical  assault.  Try  to  allow  six  feet  between 
you  and  the  individual.  On  the  average  it  takes  one-half 
second  to  two  seconds  to  perceive  and  react  to  an  act  of 
aggression.  It  is  impossible  to  perceive  and  react  if  you 
are  standing  too  close.  Many  situations  occur  where  it  is 
impossible  for  you  to  maintain  a  reactionary  gap.  If  this 
type  of  situation  occurs  be  aware  that  you  probably  will  not 
be  able  to  react  in  time  if  assaulted. 

(e)  Interview  Positioning  —  When  standing  and  talking  or 
dealing  with  an  individual  assume  a  natural  stance  with  feet 
shoulder  width  apart.  The  weak  foot  should  be  slightly 
forward.  If  you  are  assuming  this  interview  stance  and  the 
individual  shoves  you  there  is  less  likelihood  that  you  will 
completely  lose  your  balance. 

(f)  Sizing  up  the  Situation  --  Analyze  what  you  see  and 
formulate  a  defensive  strategy  in  case  you  are  assaulted. 
Analyzing  a  situation  is  based  in  part  on  past  experiences, 
training,   and  instincts. 

(g)  DOR/CSE  Employee's  Attire  —  Dress  according  to  your 
environment.  It  may  not  be  appropriate  to  wear  a  suit,  tie 
or  high  heels.  Dress  in  a  way  that  maintains  a  professional 
image  yet  will  not  hinder  you  or  make  an  assault  easier.  Any 
type  of  clothing  that  hinders  your  ability  to  move  should  be 
avoided  (i.e,  straight-cut  skirts,  long  skirts,  cowboy  boots 
and  tight  suit  coats) . 

(h)  DOR/CSE  Employee's  Equipment  —  A  general  rule  as  to 
what  a  DOR/CSE  employee  should  take  with  them  when  meeting 
with  an  individual  is  to  take  only  what  is  necessary.  Leave 
excess  items  in  your  vehicle.  Female  DOR/CSE  employees  may 
consider  leaving  their  purses  in  the  trunk.  There  are  many 
advantages  to  carrying  a  hard-sided  briefcase  which  will  be 
discussed  later.  The  less  items  you  take  into  the  meeting 
the  better.  Less  baggage  allows  for  a  quicker  escape/exit  if 
trouble  starts.  Obviously,  when  the  use  of  lap  top  computers 
became  a  standard  tool  for  DOR/CSE  employees,  the  computers 
may  need  to  be  taken  on-site. 

(i)  Visual  Contact  —  Always  maintain  visual  contact  with 
the  individual.  Visually  check  the  individual  for  unusual 
bulges,  weapons,  clenched  fists,  etc.  Try  to  watch  the 
individual's  hands.  If  two  DOR/CSE  employees  are  present 
utilize  the  "Contact /Cover  Concept." 
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The  Contact  DOR/CSE  Employee  conducts  all  the  business 
including  serving  summonses,  taking  financial  statements, 
demanding  payment,   taking  notes,  etc. 

The  Cover  DOR/CSE  employee  must  devote  full  attention  to 
watching  the  individual  and  the  surrounding  area. 

Note  the  ideal  positioning  of  the  Cover  DOR/CSE  employee: 

Provides  an  unobstructed  view  of  the  individual  and  the 
Contact  DOR/CSE  employee; 

Provides  the  best  possible  peripheral  view  of  the 
surrounding  area; 

Is  in  line  with  the  most  likely  escape  route; 

And,  is  close  enough  to  warn  the  Contact  DOR/CSE 
employee  of  approaching  danger. 

2 .       Proper  Setting  of  the  Interview 

(a)  Government  Office  Interviews  —  When  a  scheduled 
interview  is  held  at  the  DOR/CSE  employee's  office  the 
DOR/CSE  employee  has  the  advantage.  Plan  for  the  interview 
and  the  setting  of  the  interview.  Keep  the  following  in 
mind: 

Allow  distance  between  you  and  the  individual.  Stay  out 
of  arms  reach  and  maintain  as  much  of  a  reactionary  gap 
as  possible. 

Arrange  furniture  in  such  a  way  that  will  allow  you  an 
easy  escape  (i.e.,  sit  closer  to  the  door).  Check  your 
interview  rooms  before  the  interview.  It  is  preferable 
to  leave  the  interview  room  doors  open  and  to  interview 
in  rooms  with  interior  windows.  Check  your  floor  plan 
and  see  if  it  can  be  changed  or  re-designed. 

Arrange  furniture  in  such  a  way  that  you  will  have  a 
piece  of  furniture  between  you  and  the  individual.  Use 
the  furniture  to  increase  your  reactionary  gap. 

Do  not  get  too  comfortable. 

When  an  unscheduled  interview  is  held  at  the  DOR/CSE 
employee's  office,  consider  holding  the  interview  in  a  room 
that  already  meets  the  above  criteria. 

Try  to  maintain  distance  between  you  and  the  individual. 

Stand  or  sit  in  a  location  that  will  allow  you  an  easy 
escape . 
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Try  to  stand  or  sit  in  such  a  way  that  places  a  piece  of 
furniture  between  you  and  the  individual. 

Timing  of  the  contact  is  critical. 

Remember  the  proper  methods  of  approaching  the 
individual . 

Use  the  Contact/Cover  Concept  whenever  appropriate. 

(b)  Individual's  Place  of  Employment  —  Always  pre-plan  for 
this  type  of  interview.  The  DOR/CSE  employee  from  a  safety 
standpoint  is  still  at  a  disadvantage  during  this  type  of 
contact.     Keep  the  following  in  mind: 

Do  not  contact  business  owners  during  their  busy  hours. 

Timing  of  the  contact  is  critical. 

Avoid  dark  secluded  areas  of  the  place  of  business. 

Try  to  maintain  distance  between  you  and  the  individual. 

Stand  or  sit  in  a  location  that  will  allow  you  an  easy 
escape  and  remember  where  the  exits  are  when  moving 
throughout  the  business. 

Try  to  stand  or  sit  in  such  a  way  that  places  a  piece  of 
furniture  between  you  and  the  individual. 

Do  not  get  too  comfortable. 

(c)  Other  —  There  are  many  other  locations  at  which  an 
interview  or  contact  could  occur.  Always  try  to  pre-plan  and 
avoid  contacting  an  individual  in  the  following  locations: 

Vehicles 
Busy  streets 
Secluded  areas 
Dark  locations 

Locations  where  you  feel  uncomfortable. 

3 .      Recognizing  Potential  Weapons 

(a)  Individuals  —  Almost  any  solid  object  within  an 
individual's  reach  is  a  potential  weapon.  The  individual's 
body  is  even  a  potential  weapon. 

Weapons  commonly  found  in  office  settings 
Weapons  commonly  found  in  residential  settings 
Weapons  commonly  found  in  other  settings 
Disguised  weapons 
Concealed  weapons 
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(b)  DOR/CSE  Employee  --  Almost  any  solid  object  the  DOR/CSE 
employee  keeps  on  his  desk  or  carries  with  them  can  become  a 
potential  weapon  if  within  an  individual's  reach.  A  few 
of  the  standard  government  issued  equipment  that  can  become 
potential  weapons  against  you  are: 


Stapler 

Calculator 

Excess  furniture 

Computers 

Cameras 

Manuals 

Coat  rack  and  hangers 


Pens  and  pencils 
Telephone 
Tape  Recorder 
Desk  lamps 
Tape  dispensers 
Ash  trays 
Briefcase 


During  an  office  contact  the  DOR/CSE  employee  should  remove 
any  excess  equipment.  The  interview  room  should  be  free  of 
potential  weapons.  This  also  includes  personal  effects  such 
as  pictures,  paper  weights,   coffee  cups,  etc. 


4 .       Comfort  Level 


Avoid  becoming  too  comfortable.  Assaults  can  occur  even 
though  successful  contacts  have  been  made  in  the  past  with  an 
individual.  Do  not  fall  into  a  false  sense  of  security.  Do 
not  become  too  relaxed  while  in  the  following  positions  or 
locations : 


Standing 
Sitting 

Government  office 

Individual's  residence  or  place  of  employment 
Other 


5 .       Recognizing  Personal  Strengths  and  Weaknesses 

Each  DOR/CSE  employee  has  different  personal  strengths  and 
weaknesses.  You  should  be  aware  of  both  your  physical  and 
non-physical  strengths  and  weaknesses.  Work  on  improving 
your  weaknesses.  Quickness  and  proper  planning  are  normally 
superior  to  size  and  weight.  Remember  the  goal  is  to  escape 
during  a  confrontation  with  the  least  amount  of  injury. 


6 .  Control 

As  a  DOR/CSE  employee  you  must  know  what  your  job  entails. 
You  need  to  be  clear  and  decisive  in  your  contact.  Try  to  be 
fair  but  firm  in  your  approach.  Take  control  of  the 
interview  or  contact.  Do  not  let  the  individual  take  control 
of  the  interview.  Many  assaults  occur  when  an  individual 
believes  the  DOR/CSE  employee  does  not  have  control  of  the 
situation.     Control  can  be  gained  by: 


DOR/CSE  employee's  actions 
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DOR/CSE  employee's  voice 

7 .       DOR/CSE  Employee's  Attitude  and  Demeanor 

A  DOR/CSE  employee's  attitude  and  demeanor  are  very  important 
in  any  situation.  The  way  a  DOR/CSE  employee  conducts 
himself  can  either  escalate  or  de-escalate  a  situation.  The 
following  factors  should  be  considered: 

(a)  Diplomacy  —  Always  be  diplomatic  in  your  contacts.  Try 
to  obtain  a  win/win  situation  whenever  possible. 

(b)  Professionalism  —  Do  not  take  matters  personally. 
Verbal  threats  are  usually  directed  toward  the  government 
with  you  only  being  a  conduit.  Since  you  are  representing 
the  government  avoid  using  terms  such  as  "you  owe  me." 
Maintain  a  business  relationship  by  using  more  appropriate 
terms  such  as  "you  owe  the  government  or  the  court  says  you 
owe .  " 

(c)  Flexibility  --  Try  to  be  flexible  when  possible.  Do  not 
make  the  individual  feel  they  are  being  backed  into  a  corner. 
An  individual's  input  can  help  de-escalate  a  hostile 
situation . 

(d)  Non-abuse  of  Power  —  As  a  DOR/CSE  employee  you  are 
given  a  great  deal  of  power  over  an  individual.  Do  not  abuse 
that  power.  Abusing  power  only  tends  to  infuriate  people  and 
can  lead  to  an  assault. 


C.       USE     OF  VERBAL / NONVERBAL     COMMUNICATION     IN  NONVIOLENT  CRISIS 
INTERVENTION 


The  goal  of  the  upcoming  tape  is  to  provide  the  employee  with 
some  proven  techniques  for  de-escalating  a  situation  before 
it  becomes  an  assault.  Through  a  dramatic  re-enactment  you 
will  learn: 

The  warning  signals  when  verbal  escalation  becomes 
physical  aggression,  and  how  to  safely  manage  each 
stage; 

The  four  stages  of  crisis  development  and  how  to  respond 
appropriately  to  each; 

Nonverbal  communication:  how  your  body  posture  and  body 
language  send  a  clear  message; 

And  the  five  steps  of  empathic  listening. 

Communication  experts  have  found  that  10-15%  of  the  message 
we  deliver  to  individuals  is  verbal.     The  remaining  85-90%  is 
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non-verbal . 


Verbal  Intervention  Tips 

(1)  Listen  and  avoid  fake  attention. 

(2)  Remain  calm,   avoid  overreaction . 

(3)  Remove  any  onlookers,  when  possible. 

(4)  Be  aware  of  non-verbal  cues. 

(5)  Avoid  jargon,   it  tends  to  confuse  and  frustrate. 


The  upcoming  tape  discusses  the  aforementioned  information  in 
greater  detail. 


D.        DEALING  WITH  AGGRESSIVE/ ANGRY  BEHAVIOR 


This  section  further  discusses  how  to  handle  an  angry  or  an 
aggressive  subject,  and  some  steps  you  can  follow  to  help  you 
successfully  deal  with  such  an  individual. 


Objectives 

(1)  Identify  and  distinguish  the  four  levels  of  aggressive 
behavior . 

(2)  Identify  and  describe  the  steps  involved  in  handling  an  irate 
subject . 

(31     Define  appropriate  strategies  for  defusing  subject  anger. 

(4)  Choose  effect.ve  responses  for  each  level  of  aggressive 
behavior,  to  maximize  personal  safety  and  reduce  overt 
hostility . 


Employee's  Safety 

The  employee's  safety  is  always  more  important  than  collecting 
child  support  or  taxes.  There  may  be  times  when,  no  matter  what 
skill.  you  use,  a  subject's  anger  will  not  be  defused.  If  you 
feel  that  during  contact  with  a  subject  you  are  in  danger,  then 
end  the  contact.  The  decision  to  continue  an  interview  or  contact 
rather  than  end  it  is  a  decision  that  only  the  person  in  that 
situation  can  make.  Remember  that  it  is  always  appropriate  to 
leave  any  situation  that  has  become  dangerous.  It  is  not  the  goal 
of    this    training    session    to    make    DOR/CSE    employees  behavior 
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experts,  but  to  broaden  their  margin  of  safety  during  interviews 
and  contacts  with  subjects. 


Factors  That  Contribute  to  Subject's  Anger 


Anger  is  a  means  by  which  people  deal  with  threats,  frustration 
and  uncertainty  whether  they  are  real  or  imagined.  As  the  level 
of  frustration,  fear  and  helplessness  increases,  feelings  of  anger 
will  increase  to  a  point  where  the  individual  will  seek  an  escape 
from  the  situation  or  attack  the  source.  Most  individuals  learn 
to  act  out  their  aggressive  tendencies  through  channels  acceptable 
within  the  framework  of  society.  In  some  instances,  the 
frustration  and  anger  in  reaction  to  a  situation  can  become  so 
intense  that  the  individual  will  react  with  violence.  For  this 
reason,  your  ability  to  recognize  the  signals  of  aggressive 
behavior  and  adjust  to  the  situation  is  critical  to  your  success 
and  safety.  Before  you  can  appropriately  deal  with  an  angry 
subject,  it  is  important  to  understand  some  factors  which  can 
contribute  to  a  customer's  anger.     They  are: 

(1)  DOR/CSE  Factors 

(2)  General  Law  Factors 

(3)  Personal  Factors 

DOR/CSE  Factors 

These  factors  involve  the  way  subjects  have  been  treated  or 
perceive  the  way  they  are  being  treated  by  DOR/CSE  personnel  or 
the  "system." 

(1)  A  promised  call-back  that  never  came. 

(2)  Being     cut  off  in  the  process  of  being  transferred  to  another 
resource . 

(3)  A    DOR/CSE     calculation    error     resulting     in  an  unwarranted 
notice  or  levy. 

(4)  Being    told    they    are    wrong,     even    though    they    acted  on 
information  received  from  another  DOR/CSE  employee. 

(5)  A  subject  who  has  had  a  previous  negative  experience  with  the 
DOR/CSE  system  or  with  a  DOR/CSE  employee. 

For  some  subjects,  having  to  pay  taxes  or  child  support  is  bad 
enough,  but  when  they  believe  they  have  been  "abused"  by  DOR/CSE, 
they  become  very  angry. 

General  Law  Factors 


The  General  Laws  dealing  with  taxes  and  child  support  can  irritate 
a  subject.     Subjects  can  hold  strong  beliefs  that  certain  sections 
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of  law  are  unfair,  unjust,  or  wrong.  For  example,  subjects  may 
believe  that: 

(1)  There     should  be  no  penalty     for  making  an  honest     mistake  on 
your  taxes. 

(2)  It  is  unjust  to  levy  a  bank  account  for  child  support. 

When  subjects  are  forced  to  abide  by  a  law  which  they  feel  is 
unjust  or  inappropriate,  anger  can  erupt.  Since  some  subjects 
believe  that  DOR/CSE  makes  the  laws,  they  will  focus  that  anger  on 
the  agency. 

Personal  Factors 

Death,  divorce,  unemployment,  bankruptcy,  and  illness  are  traumas 
which  can  contribute  to  a  subject  becoming  irate.  A  subject, 
already  stressed  by  a  tragic  or  unpleasant  personal  matter,  may 
become  extremely  angry  when  confronted  with  the  added  burden  of 
meeting  a  tax  obligation. 

Anger  can  also  be  fueled  by  fear.  Subjects  may  have  many  fears  -- 
fear  of  failure,  the  unknown,  enforcement  actions,  public 
embarrassment,  etc.  —  all  of  which  can  be  minimized  if  they  are 
recognized  and  dealt  with  appropriately. 


THE  PSYCHOLOGY  AND  PHYSIOLOGY  OF  AGGRESSIVE  BEHAVIOR 


What  is  the  difference  between  an  angry  or  irate  person  and  a 
violent  person?  What  we  commonly  call  anger  is  actually  a 
progression  of  behaviors  that  usually  begins  with  anxiety  and  may 
end  with  rage/violence.  When  a  person  begins  to  exhibit 
aggression,  their  whole  behavior  and  physiology  change.  As  they 
proceed  through  the  levels  of  aggressive  behavior,  they  become 
less  able  to  deal  rationally. 

People  usually  do  not  become  violent  immediately.  They  generally 
go  through  distinct  phases  or  levels  of  aggression.  Each  level  is 
characterized  by  certain  behaviors  and  brain  functions.  Your 
ability  to  recognize  the  different  levels  of  aggressive  behavior 
and  use  the  strategy  most  effective  with  each  one  is  important  to 
your  personal  safety. 

Although  most  people  go  through  the  stages  in  a  certain  order, 
keep  in  mind  that  the  person  you  are  dealing  with  may  have  already 
gone  through  one  or  mor  of  t  se  levels  before  your  contact. 
People  move  back  and  fort  between  the  levels  and  may  go  through 
levels  so  quickly  they  may  not  be  readily  apparent.  The  process 
may  also  be  affected  if  the  person  is  under  the  influence  of  drugs 
or  alcohol,   or  suffering  from  mental  illness. 

The  four  levels  of  aggressive  behavior  are: 
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(1)  Anxiety 

Anxiety  is  characterized  by  low  level  fear  and  confusion.  Someone 
who  is  anxious  typically  exhibits  excessive  physical  movements 
with  their  hands,  feet  and  body  (wringing  their  hands,  tapping 
their  feet,  fidgeting  in  their  chair,  chain  smoking  or  pacing) . 
They  may  talk  excessively  including  such  statements  as,  "It  can't 
be  possible,  I'm  sure  we've  paid  this,  I  don't  know  what  to  do." 
They  may  have  unrealistic  expectations  of  consequences  including 
statements  such  as  "This  will  ruin  me  forever."  Their  eyes  may 
dart  around  the  room  or  appear  shifty.  They  will  have  difficulty 
maintaining  eye  contact.  They  may  generally  appear  confused  or 
have  trouble  staying  on  one  subject. 

(2)  Def ensiveness 

Def ensiveness  is  a  medium  level  of  fear  based  on  the  dynamics  of 
denial.  When  a  person  is  defensive,  their  actions  may  become  more 
pronounced.  They  may  attempt  to  divert  the  blame  to  someone  else, 
such  as  their  accountant,  the  economy,  the  individual's  employer. 
They  may  speak  rapidly  and  say  more  words,  but  they  actually 
communicate  less.  They  may  begin  to  see  and  hear  only  certain 
things  as  their  auditory  and  visual  channels  begin  to  close  down. 

(3)  Anger /Hostility 

Anger  and  hostility  represent  a  high  level  of  fear,  akin  to  panic. 
A  person  who  is  angry  or  hostile  will  adamantly  refuse  to 
cooperate.  Eye  contact  begins  to  be  intense,  although  brief. 
People  in  this  phase  are  progressively  more  difficult  to  reason 
with  as  the  higher  level  brain  functions  (the  ones  that  control 
reason  and  logic)   are  beginning  to  shut  down. 

Four  fairly  distinct  sets  of  behaviors  are  likely  to  occur: 

(a)  Incessant  Questioning  —  The  aggressor  may  begin  to  fire  a 
barrage  of  questions  either  concerning  the  disputed  issue  or 
directed  at  the  employee's  authority. 

(b)  There  may  be  very  overt  non-verbal  signs  such  as  hand 
wringing,  pointing,  table  tapping. 

(c)  There  may  be  verbal  and  non-verbal  refusal.  The  aggressor 
may  verbally  refuse  to  cooperate,  often  in  combination  with  a 
nonverbal  "looking  away"  or  ignoring.  This  is  often  followed 
by  a  verbal  explosion  that  may  last  anywhere  from  10-20 
seconds.  The  verbal  explosion  is  an  incredibly  intense 
period  where  the  aggressor  may  call  the  employee  names,  make 
wild  threats  and  attempt  to  direct  blame  at  the  employee  or 
DOR/CSE. 

(d)  This  may  be  accompanied  by  a  "throwing"  away  gesture  usually 
designed  more  to  intimidate  than  to  injure. 
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4 .  Rage/Violence 

A  person  who  has  entered  the  rage/violence  stage  is  often  violent 
and  very  dangerous.  They  CANNOT  be  reasoned  with.  You  must  leave 
the  situation  a_£.  soon  M  il  is.  safe        d£  fifi« 

There  are  two  types  of  rage/violence:     HOT  RAGE  and  COLD  RAGE. 

A  person  who  is  experiencing  HOT  RAGE  can  be  recognized  by  their 
body  language.  Their  feet  will  be  spaced  apart.  Their  leg 
muscles  will  contract  and  they  will  crouch  slightly.  Their 
shoulders  will  be  in  line  with  hips,  elbows  behind  the  vertical 
plane  of  their  body  in  a  fight  posture.  Their  neck  muscles  will 
be  prominent,  their  mouth  barely  open,  their  nostrils  flared  or 
extended,  and  their  eyes  set.  Their  fists  are  usually  clenched 
and  they  may  make  throwing  forward  motions  with  their  fists. 

A  person  who  is  experiencing  COLD  RAGE  will  have  a  fixed  gaze. 
Their  eyes  will  not  blink  and  their  facial  expression  will  drop. 
Their  body  will  go  into  a  semi-relaxed  position  with  their  weight 
on  the  balls  of  their  feet.  They  will  either  increase  the 
distance  between  the  two  of  you  in  preparation  for  kicking  or 
decrease  the  distance  in  preparation  for  using  their  fists.  Their 
body  may  turn  slightly  to  hide  their  strong  arm. 

This  is  a  potentially  dangerous  level.  Prepare  for  the  worst.  It 
is  important  not  to  panic,  but  to  maintain  awareness  and  identify 
potential  avenues  of  escape.  Maneuver  toward  an  available  escape. 
Leave  as  soon  as  it  is  safely  possible.  You  must  prepare  for  the 
worst .     Do  not  bluff . 


GOALS 

When  you  realize  that  a  subject  is  in  one  of  the  first  three 
stages  of  aggressive  behavior,  your  short-term  goal  for  the 
contact  must  begin  to  change.  While  your  long-term  goal  will 
still  be  to  get  the  information,  tax  returns,  child  support  due  or 
provide  the  information  needed  to  resolve  the  case,  your 
short-term  goal  must  be  to  stop  the  subject  from  progressing 
through  any  more  stages  of  aggressive  behavior.  You  must  use 
every  technique  available  to  get  the  person  back  into  a  rational 
thinking  mode  and  to  reduce  the  potential  for  violent  or 
aggressive  behavior.  However,  you  should  always  USE  YOUR  OWN 
JUDGMENT.  Your  instincts  are  important.  LEAVE  WHEN  YOU  THINK  IT 
IS  APPROPRIATE. 


STEPS  IN  DEALING  WITH  AN  ANGRY  SUBJECT 


When  you  deal  with  an  angry  subject,  you  must  realize  that  this 
person    has    the    potential    to    become  violent.       Take  action  to 
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appropriately  minimize  the  subject's  fear  and  anger. 

There  are  four  steps  involved  in  dealing  successfully  with  an 
angry  subject.     They  are: 

(1)  Recognize  the  aggressive  behavior. 

(2)  Maintain  self  control. 

(3)  Defuse  subject  fear  and  anger. 

(4)  Keep  the  subject  calm. 

Each  of  these  steps  is  described  below. 

Step  1:     Recognize  the  Aggressive  Behavior 

The  first  step  is  to  recognize  that  the  person  is  exhibiting 
aggressive  behavior.  We  have  already  described  the  behaviors 
you  can  expect  to  see  if  you  are  dealing  with  an  angry 
subject  face-to-face.  When  you  are  on  the  telephone,  you 
must  use  your  listening  skills  to  detect  anger.  Sometimes 
subjects  will  explicitly  tell  you  that  they  are  angry.  At 
other  times,  the  anger  and  fear  may  not  be  immediately 
apparent.  But,  you  can  develop  your  listening  skills  so  that 
you  are  more  sensitive  to  voice,  tone,  pacing,  and  the  words 
and  expressions  the  subject  is  using. 

Voice  Tone 

An     angry  voice 
because  anger  can 
than  normal,  too. 

Sometimes  you  can  hear  a  "clenched"  or  "shaky"  sound  in  the 
voice.  This  may  be  an  indication  the  subject  is  trying  to 
control  anger,  but  is  having  a  hard  time  doing  so. 

Pacing 

Pacing  is  often  a  clue.  An  angry  person's  speaking  rate  is 
often  rapid  but,  just  as  with  voice  tone,  it  can  be  slower 
than  normal  too.  If  a  person  is  carefully  measuring  each 
word  or  being  overly  precise,  it  could  be  a  sign  that  there 
is  anger  just  below  the  surface. 

Word  Selection 

The  words  subjects  choose  can  indicate  anger.  Derogatory 
expressions,  name  calling,  sarcasm,  profanity,  and  threats 
are  all  signs  that  the  subject  is  angry. 

You  don't  have  to  take  abuse.  If  the  subject's  emotions  are 
completely    out    of    control,     you    should  tactfully    end  the 


is  louder  than  normal.  Be  careful  here, 
also  be  reflected  in  a  voice  that  is  softer 
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conversation  and  notify  your  manager.  Use  your  best 
judgment . 

Step  2:     Maintain  Self-Control 

Once  you  have  recognized  that  the  subject  is  angry,  the  next 
step  is  to  be  sure  that  you  maintain  control  over  your  own 
emotions . 

As  human  beings,  we  have  a  natural  tendency  to  react  to  the 
fear  or  anger  of  others.  Remember  that  behavior  breeds 
behavior.  The  more  intense  the  fear  or  anger,  the  more  you 
may  react  to  it,  and  the  more  difficult  it  is  to  control 
yourself.  Try  to  separate  yourself  from  the  situation. 
Remember  that  the  individual  is  probably  not  angry  with  you, 
but  with  the  situation. 

Remember,  an  important  goal  in  dealing  with  an  angry  subject 
is  to  keep  potentially  disruptive  emotions  out  of  the 
conversation.  The  first  place  to  start  is  with  controlling 
our  own  emotions.     See  the  following  figure. 
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GUIDELINES  FOR  MAINTAINING  SELF-CONTROL 


I         GUIDELINES  1 

SAY  TO  YOURSELF  | 

1. 

Don't  take  the  I 
anger  personally.  I 

This  subject  is  not  upset  I 
at  me,  but  at  the  situation.  | 

2. 

Don't  argue  with  | 
the  subiect. 

Proving  the  subject  is  wrong  I 
will  make  things  worse.  I 
Solving  the  subject's  problem  | 
will  make  things  better.  | 

3. 

Realize  you  have  I 
the  advantage.  I 

If  I  stay  calm,  I  can  control  | 
the  direction  of  this  contact, I 
resolve  the  problem,  and  help  | 
the  subject  feel  less  upset.  I 

4  . 

Regard  the  irate  I 
subject  as  an  | 
opportunity  to  use  I 
your  communication  | 
skills.  1 

I'll  bet  I  can  get  this  | 
person  calmed  down  and  I 
feeling  better  about  the  I 
situation.  | 

5. 

Plan  an  escape  I 
route.  I 

Now  that  I  know  how  I  can  | 
leave  this  situation  if  I  | 
need  to,  I  can  concentrate  I 
on  calming  this  person  down.  | 
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Step  3:       Defuse  Subject  Aggression 

The  third  step  is  to  defuse  the  subject's  aggression.  Your 
goal  in  dealing  with  an  angry  subject  is  to  move  beyond  the 
emotions  to  the  underlying  problem  or  issue  that  you  and  the 
subject  can  work  on.  But  to  do  this  effectively,  you  must 
calm  the  subject  down  enough  to  enable  the  subject  to  work 
with  you  in  exploring  and  solving  the  problem. 

There  are  three  techniques  that  you  can  use  to  help  defuse 
subject  anger.     They  are: 

1.  Listen 

2.  Empathize 

3.  Ask  questions 


Listen 

Earlier  in  this  course/  you  learned  techniques  for  active 
listening.  Irate  subjects  provide  an  excellent  opportunity 
for  you  to  use  these  skills. 

Allow  angry  subjects  the  opportunity  to  ventilate,  to  talk 
through  their  problems  and  to  "blow  off  steam."  Don't 
interrupt  unless  the  ventilating  becomes  prolonged  or  abusive 
to  you. 

Listen  carefully  and  extract  the  essence  of  the  problem  from 
the  emotions  surrounding  it.  Use  the  "excess"  thinking  time 
to  consider  the  problem  and  its  solutions.  What  are  the 
factors  creating  the  anger?  What  can  you  say  or  do  that  will 
help  to  defuse  it? 

Empathize 

Once  subjects  have  expressed  their  anger,  empathize.  Empathy 
is  the  strongest  tool  you  have  to  defuse  anger  and  hostility. 
To  empathize,  you  acknowledge  the  subject's  anger  and 
frustration,   realizing  they  have  a  right  to  their  feelings. 

Ask  Questions 

Guide    the  individual  to  a  rational,  thinking  level  by  asking 

questions.       Use  your  questions    to  help  the    customer  define 

negative  and  positive  choices. 

Step  4:       Keep  the  Subject  Calm 

The  final  step  in  dealing  successfully  with  an  angry  or  irate 
subject  is  to  keep  the  subject  calm.  You  certainly  don't 
want  that  person  to  "blow  up"  again. 
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If  you  have  effectively  defused  the  subject's  anger,  your 
skills  have  worked  for  you.  As  you  complete  the  remaining 
steps  in  the  contact  process,  use  the  communication  skills 
you  learned  earlier  in  this  course.  Pay  particular  attention 
to  the  effect  your  actions  are  having  on  the  subject.  Your 
behavior  can  turn  a  potentially  explosive  situation  into  a 
positive  one. 

Responding  Appropriately 

It  is  important  to  meet  subjects'  levels  of  aggression  with 
appropriate  responses.  While  all  of  the  techniques  for  defusing 
anger  (listening,  empathizing,  asking  questions)  are  useful,  some 
work  better  than  others  at  each  particular  level  of  aggressive 
behavior. 

Responding  to  anxiety  requires  a  calming  approach.  While  it  will 
always  be  a  part  of  collection  interviews  to  ask  for  the  money, 
there  are  many  ways  to  pose  the  question.  One  way  is  to  begin  by 
explaining  who  you  are,  why  you  are  there,  and  what  needs  to  be 
done  to  resolve  the  account.  Once  the  subject  has  some 
understanding  — some  information  to  resolve  the  fear  —  the 
subject  is  more  likely  to  cooperate.  On  the  other  hand, 
responding  to  someone  who  is  at  the  anger/hostility  level  with  the 
calming  approach,  may  give  the  subject  the  feeling  of  not  being 
understood  or  taken  seriously. 


E.       DISCUSSION  OF  VIDEO  TAPE  VIGNETTES 


You  will  now  view  a  video  depicting  several  scenes  involving 
aggressive  behavior.  At  the  end  of  each  segment  you  will  be  asked 
to  do  the  following: 

1.  Describe      the      taxpayer's      behavior     in      terms     of  body 
movements,  gestures  and  verbal  cues. 

2.  What  is  the  taxpayer's  level  of  behavior? 

3.  Describe  the  appropriate  response  to  that  behavior. 

4.  What     did  the  employee  do  that  was     effective  in  defusing  the 
taxpayer's  aggression? 

5.  Would  you  do  anything  differently?     If  so,  what? 


PLEASE  NOTE:  THE  ACTIONS  OF  THE  REVENUE  OFFICERS  PORTRAYED  IN  THE 
VIGNETTES  ARE  MEANT  TO  STIMULATE  DISCUSSION.  THEY  ARE  NOT  MEANT 
TO  BE  EXAMPLES  OF  THE   "RIGHT"  WAY  TO  DO  A  DOR/CSE  JOB  FUNCTION. 
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PLEASE  NOTE:  THE  ACTIONS  OF  THE  REVENUE  OFFICERS  PORTRAYED  IN  THE 
VIGNETTES  ARE  MEANT  TO  STIMULATE  DISCUSSION.  THEY  ARE  NOT  MEANT 
TO  BE  EXAMPLES  OF  THE   "RIGHT"  WAY  TO  DO  A  DOR/CSE  JOB  FUNCTION. 

SCENE  ONE 


1.  Describe     the  taxpayer's  behavior  in  terms  of  body  movements, 
gestures  and  verbal  cues. 

2.  What  is  the  taxpayer's  level  of  behavior? 

3.  Describe  the  appropriate  response  to  that  behavior. 

4.  What     did  the  employee  do  that  was     effective  in  defusing  the 
taxpayer's  aggression? 

5.  Would  you  do  anything  differently?     If  so,  what? 
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PLEASE  NOTE:  THE  ACTIONS  OF  THE  REVENUE  OFFICERS  PORTRAYED  IN  THE 
VIGNETTES  ARE  MEANT  TO  STIMULATE  DISCUSSION.  THEY  ARE  NOT  MEANT 
TO  BE  EXAMPLES  OF  THE   "RIGHT"  WAY  TO  DO  A  DOR/CSE  JOB  FUNCTION. 

SCENE  TWO 


1.  Describe    the  taxpayer's  behavior  in  terms  of  body  movements, 
gestures  and  verbal  cues. 

2.  What  is  the  taxpayer's  level  of  behavior? 

3.  Describe  the  appropriate  response  to  that  behavior. 

4.  What    did  the  employee  do  that  was    effective  in  defusing  the 
taxpayer' s  aggression? 

5.  Would  you  do  anything  differently?     If  so,  what? 
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PLEASE  NOTE:  THE  ACTIONS  OF  THE  REVENUE  OFFICERS  PORTRAYED  IN  THE 
VIGNETTES  ARE  MEANT  TO  STIMULATE  DISCUSSION.  THEY  ARE  NOT  MEANT 
TO  BE  EXAMPLES  OF  THE  "RIGHT"  WAY  TO  DO  A  DOR/CSE  JOB  FUNCTION. 

SCENE  THREE 


1.  Describe     the  taxpayer's  behavior  in  terms  of  body  movements, 
gestures  and  verbal  cues. 

2.  What  is  the  taxpayer's  level  of  behavior? 

3.  Describe  the  appropriate  response  to  that  behavior. 

4.  What    did  the  employee  do  that  was     effective  in  defusing  the 
taxpayer's  aggression? 

5.  Would  you  do  anything  differently?     If  so,  what? 
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PLEASE  NOTE:  THE  ACTIONS  OF  THE  REVENUE  OFFICERS  PORTRAYED  IN  THE 
VIGNETTES  ARE  MEANT  TO  STIMULATE  DISCUSSION.  THEY  ARE  NOT  MEANT 
TO  BE  EXAMPLES  OF  THE   "RIGHT"  WAY  TO  DO  A  DOR/CSE  JOB  FUNCTION. 

SCENE  FOUR 


1.  Describe    the  taxpayer's  behavior  in  terms  of  body  movements, 
gestures  and  verbal  cues. 

2.  What  is  the  taxpayer's  level  of  behavior? 

3.  Describe  the  appropriate  response  to  that  behavior. 

4.  What    did  the  employee  do  that  was    effective  in  defusing  the 
taxpayer' s  aggression? 

5.  Would  you  do  anything  differently?     If  so,  what? 
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SUMMARY 

In  this  lesson,  we  have  learned  to  identify  and  distinguish  the 
four  levels  of  aggressive  behavior  by  means  of  verbal  and  physical 
characteristics . 

We  discussed  angry  subjects  and  the  four  steps  that  are 
appropriate  in  dealing  with  them.     These  steps  are: 

1.  Recognize  subject  anger. 

2.  Maintain  self-control. 

3.  Defuse  subject  anger. 

4.  Keep  the  subject  calm. 

By  following  these  four  steps,  you  might  be  able  to  contain  a 
situation  and  prevent  it  from  becoming  explosive. 

Through  proper  intervention  of  responses  and  body  language,  we 
should  be  able  to  reduce  overt  hostility  and  maximize  personal 
safety . 

To  reiterate:  At  no  time  should  you  willingly  place  your  safety 
in  jeopardy.  It  is  always  appropriate  for  you  to  leave  when  told 
to  do  so  by  the  subject  or  to  end  an  office  interview  when  it  is 
unsafe  to  continue.  You  must  use  you  best  judgment  in  each 
situation . 
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V.       CASE  SCENARIOS 

A.  Worker  Smith,  loaded  down  with  two  case  record  folders,  a 
policy  manual,  calculator,  glasses,  and  miscellaneous  forms 
and  memos,  greets  Mr.  I'm  Sure  I'm  Sterile  (AKA:  Mr.  ISIS) 
and  his  lady  friend  at  the  front  desk.  He  announces  that  he 
is  a  Special  Investigator  with  DOR  but  left  his  ID  badge 
upstairs.  He  is  covering  for  worker  Jones  and  was  filled  in 
on  their  telephone  conversation  of  last  week  about  the  small 
problem  of  disputed  child  support  arrearages. 

Worker  Smith  immediately  brings  the  parties  into  the  secured 
office  area.  He  leads  them  up  to  the  interview  cubicles  on  a 
balcony  overlooking  the  entire  office  area.  They  are  seated 
facing  opposite  each  other  across  the  open,  empty,  small 
workstation  with  the  cubicle  entrance  between  them.  Worker 
Smith,  to  track  the  length  of  the  interview,  lays  his 
expensive  watch  on  the  desk.  He  also  places  his  materials  on 
the  workstation  desk  near  Mr.  Isis. 

Mr.  Isis  introduces  his  fiancee,  Bertha  Butt,  who  starts  in 
with  a  loud  voice  demanding  what  right  Worker  Smith  has  to 
take  their  joint  savings  account,  money  which  they  were 
planning  to  use  for  their  honeymoon.  Worker  Smith  replies 
that  he  does  not  want  to  hear  from  her  and  that  the 
government  has  the  right.  Mr.  Isis  now  shouts  that  he  is  not 
the  child's  father  and  that  he  is  sure  the  doctor  said  that 
he  was  sterile.  "How  can  you  get  a  court  order?  I  received 
the  summons  but  was  never  notified  and  I  never  went  to  a 
court  hearing."  He  pounds  his  fist,  demanding  to  know  how 
DOR  can  take  money  from  his  paycheck.  Now  due  to  a  bad 
credit  report,  his  bank  will  not  even  lend  him  money  for  a 
used  car.  Smith  advises  him  that  perhaps  he  should  see  a 
lawyer  regarding  appeals. 

Bertha  now  yells  out  "We  can't  afford  a  lawyer."  Smith  tells 
her  to  quiet  down,  that  it  is  only  DOR/CSE  policy  that  he  is 
following  and  nothing  more  can  be  done.  Bertha  points  her 
finger  and  bellows  "No,  you  are  the  Department  of  Revenue  and 
we  want  our  money  back  now."  She  kicks  Worker  Smith  in  the 
leg.  Worker  Smith,  not  believing  she  would  do  that,  pushes 
her  back.  She  pulls  out  a  pointed  nail  file  from  her 
pocketbook.  Mr.  Isis  abruptly  stands  up  and  grabs  Smith's 
materials  and  throws  them  at  him. 
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B.  Ann  Stiff  is  an  employee  assigned  to  the  CSE  Customer  Service 
Bureau.  At  approximately  4:45  P.M.  on  April  1,  1993/  she 
received  a  telephone  call  from  non-custodial  parent,  Joe 
Agreeable,  concerning  a  levy  on  his  bank  account  by  CSE  in 
the  amount  of  $505.50.  Joe  explains  that  he  is  a  resident  of 
Fall  River,  and  he  has  a  pending  CSE  case  out  of  the  Fall 
River  office.  Ann  suspects  that  Joe  is  intoxicated  as  he  is 
having  trouble  pronouncing  his  words,  although  she  did 
understand  him  at  first.  Joe  claims  that  he  was  current  with 
his  CSE  payments  before  the  bank  levy  and  he  cannot 
understand  what  CSE  is  trying  to  do  to  him.  Joe  demands  an 
immediate  refund  and  a  letter  from  CSE  to  his  bank  explaining 
that  CSE  made  a  mistake. 

Ann,  who  is  "flying"  in  a  few  minutes  (heading  home)  has  not 
even  asked  Joe  for  his  Social  Security  number  and  informs  him 
that  there  is  nothing  she  can  do  for  him  today.  Joe  at  this 
point  starts  to  scream  at  Ann  and  demand  his  refund.  Ann 
advises  Joe  "Fat  chance, "  and  tells  him  that  the  Fall  River 
office  is  always  making  levy  mistakes,  but  that  was  not  her 
problem  as  it  was  too  late  in  the  day  to  straighten  out  such 
matters.  Ann  further  advises  him  that  the  Fall  River  office 
really  has  a  thing  for  deadbeat  dads,  so  don't  expect  the 
problem  to  go  away.  Joe  then  tells  Ann  that  if  that's  the 
case,  then  he  is  going  to  let  his  gun  do  the  talking  and 
someone  in  the  Fall  River  office  is  going  to  pay  and  if  he 
hurried    he  could  make  the  5:00  P.M.     closing  of  that  office. 

Ann,  who  is  picking  up  her  personal  belongings  while  talking 
with  Joe,  tells  him  that  he  has  to  do  whatever  he  thinks  is 
proper,  but  his  time  was  up  because  the  check-out  hour  was 
upon  them.  Ann  tells  Joe  to  have  a  nice  day  as  she  hangs  up 
on  him  and  heads  home  without  discussing  the  call  with 
anyone . 
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C.  Defendant  and  Plaintiff  come  to  court  after  receiving 
summonses.  Plaintiff  comes  because  he  is  told  that  failure 
to  appear  would  result  in  loss  of  AFDC  benefits.  Custodial 
parent  had  to  take  public  transportation,  find  babysitter, 
bring  bilingual  friend,  and  waited  two  hours  before  his/her 
name  was  called.  Defendant  comes  alone,  takes  a  day  out  of 
work,  and  has  a  very  defensive  attitude.  Both  parties  have 
taken  out  restraining  orders  against  each  other  (unknown  to 
the  court  worker) . 

Both  parties  are  called.  The  court  has  no  interview  rooms 
available,  so  the  parties  are  forced  to  meet  in  the  hallway 
adjoining  the  court  rooms.  In  an  attempt  to  be  somewhat 
discreet,  the  court  worker  leads  both  the  CP  and  the  AP  to 
the  very  end  of  the  hall,  and  positions  himself /herself 
towards  a  corner.  Paternity  is  not  an  issue.  The  court 
worker  explains  the  Department's  role,  and  requests  that  the 
defendant  provide  verification  of  the  income  listed  on  the 
financial  statement.  The  grumbling  AP  does  so,  and  the  court 
worker  calculates  the  guidelines.  The  AP  grosses  $400.00 
per/week,  and  the  guidelines  show  he  should  be  paying  $110.00 
per/week  for  the  7  year-old  child.  At  this,  the  AP  becomes 
agitated  and  disgusted.  The  court  worker  attempts  to  explain 
the  guidelines  and  the  defendant's  options,  contest  or  agree, 
and  the  discussion  goes  south.  The  defendant  begins  to  pull 
issues  out  of  the  sky  that  have  little  to  do  with  child 
support.  The  court  worker  begins  to  calmly  explain  the 
procedure  and  options  available  again,  but  the  defendant  only 
takes  offense  to  this  because  it  seems  that  no  one  is 
listening.  The  defendant  closes  in  on  the  court  worker, 
backing  him/her  into  a  corner.  No  attention  is  drawn  because 
the  defendant's  voice  is  not  high,  and  all  other  court 
workers  are  busy  with  other  clients. 

The  court  worker  is  now  in  an  uncomfortable  position.  No 
threats  have  been  made,  but  space  is  certainly  being 
violated.  The  court  worker  requests  that  the  defendant  back 
up  and  calm  down.  At  this,  the  defendant  becomes  visibly 
unstable . 

It  is  time  for  the  court  worker  to  make  some  decisions  real 
fast.  On  the  one  hand,  the  court  worker  does  not  want  to 
exaggerate  the  situation  and  do  something  extreme,  but  the 
court  worker  knows  too  little  too  late  could  be  dangerous. 
What  would  you  do? 
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D.  After  a  long  and  successful  day  in  court  the  court  worker 
packs  up  and  leaves  the  courthouse.  This  particular  court 
worker  is  the  last  DOR  worker  to  leave  the  building.  His  car 
is  parked  several  blocks  away.  At  approximately  the 
mid-point  between  the  court  and  the  parking  lot,  the  court 
worker  notices  one  of  the  defendants  whose  case  was  handled 
earlier  that  day.  In  fact/  the  defendant  had  stormed  out  of 
the  court  shortly  after  the  judge  had  assigned  an  order  of 
support.  The  streets  are  dark,  and  the  absent  parent  is 
positioned  between  you  and  the  car.  You  are  carrying  a 
briefcase  full  of  cases  in  one  hand,  and  a  folder  filled  with 
forms  in  the  other. 

Again  you  are  faced  with  a  situation  where  it  is  difficult  to 
tell  if  danger  is  really  at  hand.  I  mean,  perhaps  the 
defendant  left  without  a  copy  of  the  order,  and  wants  nothing 
more  than  that.  Or  perhaps,  the  defendant  is  still  angry, 
and  you  are  the  focal  point  for  venting  that  anger.  So,  do 
you  pull  from  your  hat  the  old  faithful  line  about  this  not 
being  the  appropriate  time  or  place  to  discuss  the  case,  or 
turn  and  walk  in  the  other  direction? 


In  99.99%  of  the  cases  like  those  above,  you  can  approach 
customers  and  talk  down  any  situation.  I  would  suggest  that 
in  fact  most  of  the  time  there  is  no  real  situation.  What  we 
are  concerned  with  is  that  one  in  one-hundred  chance  where  a 
situation  you  may  have  encountered  hundreds  of  times  in  the 
past  without  incident,  becomes  a  serious  problem. 


DOR/CSE  EMPLOYEE  SAFETY  and  THREAT /ASSAULT  AWARENESS  SEMINAR 

SEMINAR  EVALUATION 


Evaluation  is  an  important  element  in  the  planning,  development/ 
and  presentation  of  this  seminar.     Please  assist  us  in  this  seminar  by 
completion  of  this  form.     It  is  not  necessary  to  sign  this  form  and 
your  assistance  is  appreciated. 

INSTRUCTOR'S  NAME  DATE 


LOCATION  OF  TRAINING 


COURSE  CONTENT     (circle  one  number,  #1  poor,   #2  fair,  #3  good,  #4  excellent) 

INSTRUCTOR  PERFORMANCE 

Knowledge  of  the  topic  12  3  4 

Prepared  for  the  class  12               3  4 

Able  to  maintain  interest  12               3  4 

Use  of  questions  &  discussions  12               3  4 

Please  identify  strong  areas  of  the  instructor's  performance: 


Please  identify  any  areas  of  the  instructor's  performance  which  may  need 
improvement : 


COURSE  CONTENT 

Do  you  think  that  the  course  content  was  applicable  to  your  job? 

Do  you  think  that  the  course  content  was  organized  in  a  logical  manner? 

Do  you  believe  that  the  course  materials,   handouts,    films,  etc. 
were  appropriate  for  the  course? 

Please  identify  specific  strong  areas  of  the  course  content: 


Please  identify  any  areas  of  the  course  content  which  need  improvement: 


Do  you  feel  that  this  seminar  can  properly  assist  you  in  handling 
threat/assault  situations  in  the  future? 
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